Miami-Dade
Public Library System

Five-Star
Customer Service
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Who is MDPLS?

Administration e Access Services @ Art Services ® Business Office & Procurement Branch
Operations e Collection Management e Information Technology ® Maintenance o

Marketing/Graphics e Outreach Services e Personnel e Branch Services ® Security

What we are:
The Miami-Dade Public Library System will be the
compelling community destination by providing a
five-star customer service experience.

What we want to be:
The Miami-Dade Public Library System
will be the compelling community /earning destination
by providing a five-star customer service experience.

Five-Star Service
Created a Vision Statement

The Library will be
the compelling community
destination by providing
a 5-Star customer service
experience.
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Five-Star Service
Five key areas

Attitude

To be here for you
Expertise
To be your best search engine
Resources
To provide opportunities for learning and exploration
Empowerment

To open doors for you

Environment

To provide an inviting, comfortable, and clean Library

Five-Star Service
Moved into a new
customer-focused model

Created a new Customer Driven culture
(every interaction has an impact)

Change came from top to bottom
& vice versa

Involved all levels of staff
Evaluated and modified/improved

floor plans to create “wow”
environment
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Five-Star Service
Translated our vision

Proactive involvement in
community/civic engagement

The Library as an aggregator of
community information

Partner with community organizations

Demand for 24/7 service: physical and virtual

What is Customer Service?

It's EVERYTHING we do!

It’s part of every contact
with customers.

It can occur in person, by
phone, fax, via mail, email,
or online.

It’s the fulfillment of a
customer’s expectations.
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Five-Star Service
Attitude: To be
here for you

Create a memorable
“wow” experience

* Greet

* Engage

* Follow through
¢ Thank

Customer Service
Core Competencies

Proactive Non-judgmental

Positive in spite of Respectful

the Negative Communicates effectively
Smiles and Greets Promotes

Professional Follows-Up

Open

Remains confidential
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The Five-Star Environment

Approachable Staff
Security & Safety
Facility

Working Equipment
Branding/Signage

Meeting Needs

Five-Star Service

Accountability: _ e
Internal E

Branch Rating

Set expectations

Branches are rated by

pre-determined

performance standards

Done every quarter

Level: Administration

and Supervisors

Published every quarter

Used in evaluations
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Five-Star Service
Action Plan
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Five-Star Service
What does it all mean?

Value
To determine what the Library’s services
are worth to patrons

Vision

To make it real for our patrons

Viable

To make the Library an important part
of our patron’s lives
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Five-Star Service

Surveys
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Miami-Dade
Public Library System

Five-Star
Customer Service
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